The effect of changes in servicescape and service quality perceptions in a maternity unit.
The aim of this research is to determine the effect of changes in servicescape on the service quality perceptions of maternity ward patients in a private hospital. A quasi-experimental design was used. An experimental and control group (of patients) was surveyed before the changes in servicescape took place, and a further experimental and control group of patients was surveyed after changes in the servicescape. Each group was surveyed using a SERVPERF instrument to determine perceptions of service quality. The changes in servicescape which took place in the experimental context resulted in a significant change in service quality perceptions among the experimental group. This change was not seen in all service quality dimensions, however, with statistical significance seen only in the tangible, reliability and responsiveness dimensions. Four different groups of respondents took part in the quasi-experiment (two experimental groups and two control groups) specifically in a medical setting, and the ability to generalise these findings needs to be investigated. Management needs to take greater notice of the effect of servicescape, as well as any changes in the servicescape on the perceptions of service quality. There is agreement that the servicescape affects perceptions of service quality and this study bears out this conclusion.